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This session will cover:

• Some “historical highlights” in Access
• A new model for analyzing VR questions
• Identifying common VR questions
• And brainstorm uncommon strategies
• Continuing the cycle . . .

My first Mentor

(Retrieved from http://www.ala.org/Template.cfm?Section=awardrecipients&template=/
ContentManagement/ContentDisplay.cfm&ContentID=157167)

Retrieved from http://www.lib.umich.edu/mits/history.html

American Library Association Interlibrary Loan Form

Tri-ALSA, Ft. Wayne, Indiana

University of Illinois at Urbana Champaign
Libraries, Research and Reference Center

University of Arizona Libraries

ACRL Excellence in Academic Libraries Award, 2001.

Kantor, P. B. (1976). Availability Analysis. Journal Of The
American Society For Information Science, 27(5/6), 311-319.

. . . In which Geary Rummler introduced his
Anatomy of Performance (AOP) Model

The Anatomy of Access in Libraries

• Random sample of all 2014 e-mailed Virtual
Reference transactions
• 142 Total Requests
• 47 transactions analyzed
• 6 were unusable & next transaction was used:
•
•
•
•

3 “please buy my book”
1 sent only a link to a book on eBay
1 misuse of Persistent Link Request Form
1 “gibberish;” (perhaps attempt at two keywords?)

• WSULS uses LibAnswers by SpringShare

How were transactions classified and
placed on the chart?
From the Patron’s point of view:
• What was the first ‘barrier’ the
patron encountered?
• What did they need to know
before they could proceed?
• What was the problem they were
encountering?
• What wasn’t working or producing
the results they expected?

Response strategies for VR questions

• Patron’s question may enter this
model from anywhere at any point
(and hopefully they tell us where they’re coming from . . . )

• The most complete responses were
those that continued to address
potential issues working down the
model

A Few Non-Privacy Threatening Examples
• “Pure” Reference:
• I need statistics with these criteria:
• Which database for this topic?
• How can I exchange currency?
• I have a very specific question of law

Catalogs and Databases

• Database is asking me for institutional
login
• I can’t get into a database I accessed
remotely yesterday
• Where’s your list of databases?
• Database is prompting me to pay for a
subscription

Bibliographic Availability

• Can you find this particular item to
which I have a citation?
• At least title and author
• Patron usually had more info

Equipment & Services

• Where and when can I fax
something?
• How can I have a poster printed?

Loanable items
• Where’s a certain type of book
located?
• Will you mail books received
through Interlibrary Loan to
distance students?
• I can’t request because there’s a
“Problem with my library record”

Articles and full-text

• Newspapers on microfilm
• I’m unable to link to this full-text

What are your most frequent VR questions?
• Come up with at least 1
• Share with others to spark more ideas
• Can’t decide? 1 to 3 would be great!

• Can you place them on the Anatomy
of Access model? Talk it out with
others

See you in 5 minutes!

• Be ready to bring 1-3 of your most
frequently asked VR questions
forward to the group
• We’ll look at them together!

Let’s Brainstorm some strategies

• For responding to the patron
• For toppling the “barrier”
• Is there a “systemic solution?”

Rules

• No idea is a bad idea
• Be creative
• Take risks
• No criticism allowed

Blue Sky Brainstorming
• There are no rules or limitations
• We have enough money
• We can decide anything,
anywhere (“they” can’t stop us!)

• What would delight our patron?

Let’s continue the conversation

• Sign up before you leave, and we’ll
continue virtually!
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